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Itôs a challenging environmenté

...healthcare 
inflation continues 
to outpace 
consumer inflation

...ñover-treatmentò 
has become more
& more prevalent

...cost / quality ratios 
differ significantly 
between countries 
& providers

ÁIn the USA, healthcare costs 
have traditionally risen 2-3X 
faster than consumer prices 

ÁStill no ñpriceò control in the 
USA - a provider can charge 
whatever they want for their 
services & historically, prices 
always rose quicker than costs

ÁPresident Trump brings a level 
of ñuncertaintyò to U.S. 
healthcare 

ÁGlobally, healthcare costs are 
often rising at a quicker rate 
than in the USA, but the base 
prices are lower

ÁConsistently, costs are front 
end loaded in an inpatient 
stay

ÁñOver-utilizationò of provider 
services is common because 
providers are paid on the 
quantity of services they 
provide, not the quality

ÁTendency is to ñdo moreò and 
to do it as quickly as possible

ÁToday, outpatient treatment 
costs can often exceed 
$100K USD 

ÁHospital prices and costs 
vary significantly in the USA 
ï in the same city, regionally, 
and nationally

ÁThere is NO statistical link 
between prices and quality of 
care

ÁInternational providers, more 
and more, are now looking to 
the USA for pricing 
ñinspirationò ï Canada and 
Mexico are prime examples

...consumer 
expectations
have changed

ÁConsumers want to be able 
to purchase insurance 
online, make payments via 
mobile apps, claim online, 
and receive real-time 
updates about their policies 
/ claims. But, if necessary, 
they want to be able to 
speak to a human ASAP

ÁCustomers now expect 
custom-tailored services 
and insurance products, as 
well as personalized 
coverage / benefit options 

ÁCustomers want to know 
more about what theyôre 
buying and what theyôre 
covered for. They also want 
to know why and how 
claims decisions are made 

...customization 
and differentiation 
are the keys to 
success

ÁNew AI-based tools have 
reduced health policy 
creation & deployment 
lifecycle times from years / 
months to hours

ÁThe same tools allow the 
consumer to select from 
multiple coverage, benefit, 
geographic, duration, etc. 
options during the purchase 
process and to calculate the 
premium dynamically & in 
real time

ÁNew underwriting options 
(i.e. parametric insurance, 
dynamic policy creation, 
detailed risk rating tools, etc.) 
also provide a different 
customer experience than 
traditional insurance
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Global healthcare inflation trendsé

2023* 2024* 2025*

Global** 10.7% 10.4% 10.4%

Latin America** 10.8% 10.4% 10.1%

Asia Pacific 10.9% 11.9% 12.3%

Europe** 11.0% 10.1% 9.3%

Middle East / Africa 10.9% 10.4% 12.1%

North America 7.8% 8.1% 8.7%

Mexico 19.1% 13.3% 14.9%

Canada 4.0% 4.4% 4.2%

USA 9.0% 9.3% 10.2%

* All values include general inflation

** Does not include Venezuela, Argentina, and Turkey

Source: Willis Towers Watson

ï 2025 Global Medical Trends Survey
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Global healthcare inflation trendsé

2023* 2024* 2025*

Global 9.2% 10.1% 10.0%

LATAM & Caribbean 11.6% 11.7% 10.7%

Asia Pacific 9.2% 9.7% 11.1%

Europe 9.1% 10.4% 8.9%

Middle East / Africa 14.5% 15.1% 15.5%

North America 6.6% 7.6% 8.8%

*Gross inflation rate (general + medical)Source: AON Global Medical Trend Rates Report 2025



2023* 2024* 2025*

Global 12.0% 11.4% 10.9%

Asia 12.7% 13.0% 13.0%

LATAM & Caribbean 10.0% 10.6% 10.4%

Pacific 9.0% 11.5% 9.3%

Europe 13.0% 11.7% 10.4%

Middle East / Africa 12.4% 10.6% 10.7%

Canada 9.0% 9.0% 10.0%
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Global healthcare inflation trendsé

*Medical trend inflation rateSource: MercerMarsh Benefits MMB Health Trends 2025
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Travel destination trends for 2025é

WTW AON MMB

USA 10.2% ---- ----

Dominican Republic ---- 5.4% 10.4%

Mexico 14.9% 14.5% 14.0%  

Spain 6.2% 8.0% 9.5%

Greece 7.7% 10.0% 8.0%

Turkey 69.4% 75.0% 75.0%

Portugal 11.2% 10.0% 11.0%

Egypt 31.0% 31.0% 35.0%
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When we talk about healthcareé

éthe elephant in the room is ALWAYS the USAéthe most 
expensive healthcare system in the world:

ÁPrimarily a private healthcare system

ÁSame bill produced regardless of payer

ÁOften very expensive & óalmostô every bill is 
discounted

ÁPrices are unregulated & there is no universal 
coverage

ÁThe USA spends more on healthcare per capita 
than any other country

ÁSize of the U.S. healthcare industry was 
approximately $4.9 Trillion USD in 2023

ÁCosts will increase @ 5.6% annually over the 
next 10 years vs GDP @ 4.3%

ÁPrimarily public healthcare systems 
(sometimes supplemented with a second 
óprivateô tier)

ÁWe often see different billing for international 
patients

ÁGenerally cheaper than the USA but some 
individual hospitals can be as expensive

ÁDiscounts possible but not common

ÁOften strongly regulated

ÁThe size of the global healthcare industry 
(including the USA) in 2023: $7.5 Trillion USD

Healthcare
SystemU.S. Rest of the World
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U.S. healthcare inflation rate over timeé

11.9%

9.9%

9.2% 9.0% 9.0%
8.5%

7.5%

6.5% 6.8%
6.2%

5.5% 5.7% 5.7% 6.0%

7.0%

5.5%

6.5%
7.0%

7.5%

2.8%

3.8%

-0.4%

1.6%

3.2%

2.1%
1.5% 1.6%

0.1%

1.3%
2.1% 2.4%

1.8%

1.2%

4.7%

8.0%

3.7%

2.9%

2.0%

Source: PWC ï Behind the Numbers, 2025;  US Consumer Price Inflation Rates WorldBank Data 2024.
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International Cost Comparisoné

éCoronary Bypass Surgery

$28,790 

$14,016 
$17,667 

$33,584 

$8,361 

$36,516 

$31,254 

$14,351 

$33,199 

$17,234 

$76,384 

Australia Chile Germany Greece Kazakhstan N.Z. South Africa Spain Switzerland UAE USA

Source: International Health Cost Comparison Report 2019 ï IFHP 2022 

Average: $23,497
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International Cost Comparisoné

éAppendectomy

Source: International Health Cost Comparison Report 2019 ï IFHP 2022 

$2,670 

$5,816 

$3,796 

$6,860 

$653 

$6,562 

$3,196 

$2,136 

$6,992 

$2,212 

$13,260 

Australia Chile Germany Greece Kazakhstan N.Z. South Africa Spain Switzerland UAE USA

Average: $4,089
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International Cost Comparisoné

éNormal (Vaginal) Birth with no Complications

Source: International Health Cost Comparison Report 2019 ï IFHP 2022 

$4,406 
$4,258 

$2,448 

$4,829 

$784 

$1,803 $1,839 

$5,634 

$2,502 

$7,500 

Australia Chile Germany Greece Kazakhstan South Africa Spain Switzerland UAE USA

Average: $3,167



$370 
$338 

$176 

$325 

$73 

$819 

$463 

$120 

$240 

$391 

$580 

Australia Chile Germany Greece Kazakhstan N.Z. South Africa Spain Switzerland UAE USA

Average: $354
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International Cost Comparisoné

éMRI Scan

Source: International Health Cost Comparison Report 2019 ï IFHP 2022 



$278 

$201 $189 

$134 $120 

$655 

$576 

$78 

$271 $267 

$553 

Australia Chile Germany Greece Kazakhstan N.Z. South Africa Spain Switzerland UAE USA

Average: $277
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International Cost Comparisoné
éCT Scan

Source: International Health Cost Comparison Report 2019 ï IFHP 2022 



$54 
$79 

$46 
$64 

$32 $36 
$64 $60 

$524 

Chile Germany Greece Kazakhstan South Africa Spain Switzerland UAE USA

Average: $54
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International Cost Comparisoné
éHumalog (insulin lispro) Kwikpen ï 5 syringes

Source: International Health Cost Comparison Report 2019 ï IFHP 2022 
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But why is the USA so EXPENSIVEé

éwell, thatôs another presentation completely, but hereôs a hinté
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Yes, the USA is EXPENSIVEé

ébut there are similar challenges in Europe as wellé
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Today, healthcare risk managementé

...prevents costs by 
starting at the start

...mitigates costs 
by managing the 
treatment phase

...contains costs
by a wide range 
of repricing tools

ÁOptimizes insurance policy 
wording based on intent

ÁInvolves everyone, even 
before the patient seeks 
treatment

ÁUses elements of dynamic 
pricing and/or dynamic policy 
building to optimize the 
product offering

ÁUses ñdirectionò to ensure the 
right treatment at the right 
time, place, and cost 

ÁOffers a carrot / stick approach 
for compliance

ÁRecognizes that different 
products need different 
solutions

ÁPre-negotiates and / or offers 
quick payment options to 
drive better financial results

ÁPro-actively manages the 
case and always knowing 
your options

ÁSteers patients away from 
unproven or unnecessary 
treatments or technologies

ÁUses industry-recognized 
care guidelines

ÁPlans for discharge at the 
time of admission

ÁDirect contracts

ÁNegotiated settlements

ÁUtilizes existing Networks 
(PPOs & HMOs) WHEN 
they provide value

ÁComplex Claim solutions not 
only for high dollar claims, 
but for any claim with legal, 
medical or financial óissuesô

ÁñLaseredò facilities for special 
handling

ÁUnderstands that while the 
percentage of savings is 
interesting, what you paid 
above cost is even more 
relevant

...recognizes that 
consumer 
expectations
have changed

ÁConsumers want to be able 
to purchase insurance 
online, make payments via 
mobile apps, claim online, 
and receive real-time 
updates about their policies 
/ claims, but, if necessary, 
they want to be able to 
speak to a human 
immediatelyéTrue omni-
channel communication

ÁCustomers now expect 
custom-tailored services 
and insurance products, as 
well as personalized 
coverage / benefit options 

ÁCustomers want to know 
more about what theyôre 
buying and what theyôre 
covered for & they also 
want to know why and how 
claims decisions are made 

...allows for product 
& process 
customization 
and differentiation

ÁNew AI-based tools have 
reduced health policy 
creation & deployment 
lifecycle times from years / 
months to hours

ÁThe same tools allow the 
consumer to select from 
multiple coverage, benefit, 
geographic, duration, etc. 
options during the purchase 
process and to calculate the 
premium dynamically & in 
real time

ÁNew underwriting options 
(i.e. parametric insurance, 
dynamic policy creation, 
detailed risk rating tools, etc.) 
also provide a different 
customer experience than 
traditional insurance



About Global Excel

T
I

I
C

 
2

0
2

5
 

|
 

T
H

E
 

H
E

A
L

T
H

C
A

R
E

 
L

A
N

D
S

C
A

P
E



T
I

I
C

 
2

0
2

5
 

|
 

T
H

E
 

H
E

A
L

T
H

C
A

R
E

 
L

A
N

D
S

C
A

P
E

Leisure & Business 

Travel

Expatriates / iPMI / Students / 

Long-term Retirees

Destination Health / 

Major Medical / Travel 

for Treatment in the 

USA and Europe

Domestic Healthcare in 

the USA, Mexico and 

Indonesia

What we doé

éwe offer a comprehensive and innovative range of 
healthcare risk management solutions for:
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Key facts & figuresé

éfor the Global Excel group of companies

1,900+
employees in
9 countries

1,800+
clients in
90 countries

$2.1B
in billed charges
PROCESSED (USD)

765K
bills
PROCESSED

3.3M
calls HANDLED

435K
Inpatient, outpatient
and non-medical
CLAIMS MANAGED

195
Countries & territories 
for claims management

3
LANGUAGES for
24/7/365 assistance

+1.6M
PROVIDERS
worldwide

WORLDWIDE directional care 
& assistance solutions for 
people travelling or living 
away from their home
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Our corporate timelineé

2011

etfs is sold to RSA 

Canada

2000

Global Excel starts 

selling services to 

international clients

1996

Global Excel 

Management Inc. 

created

to service etfs 

products

2017

Global Excel 

purchases 

ChargeCare 

International

1984

etfs founded:

Initially offers student 

& group health 

insurance

2017

Global Excel 

purchases Prima 

Sarana Jasa

(now Global Excel 

Indonesia)

2018

Global Excel 

founds Opus 

MedStrategies in 

Atlanta, GA

2014

Global Excel 

purchases 

MedSave clients

2018

Global Excel 

purchases

ACM & CanAm

2015

Global Excel 

purchases Olympus, 

HCS & CNI Mexico

2018

Global Excel 

invests in 

telemedicine 

provider Maple

2021

Global Excel 

acquires 

Hines & 

Associates, Inc.

2022

Global Excel 

invests in 

Flightcare Global

2023

Global Excel 

invests in 

WeeCompany 

and WeeMedic

2025

Global Excel 

purchases in 

Vitori Health
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Mexico City, Mexico

Sherbrooke, Quebec (HQ)
Montreal, Quebec

Miami, Florida

Windsor, Ontario Global Excel Europe
United Kingdom
Spain
Greece
Egypt

Global Excel Europe
Mauritius

Elgin, Illinois
St. Charles, IllinoisLeawood, Kansas

Our global presenceé

 

Global Excel Indonesia
Jakarta
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Data, privacy, & processesé

ISO 27001
ISO/IEC 27001:2013 for 
Information Security 
Management Systems

GDPR
European Unionôs General 
Data Protection Regulation

SOC 1
Service Organization 
Control 1 Type 2 Report

HIPAA
United Statesô Health 
Insurance Portability & 
Accountability Act

SOC 2
Service Organization 
Control 2 Type 2 Report

PIPEDA
Canadaôs Personal 
Information Protection & 
Electronic Documents Act 

URAC
Utilization Review 
Accreditation for Case 
Management

URAC
Utilization Review 
Accreditation for Health 
Utilization Management
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Members
ÁTravelers

ÁExpats / Students

ÁDestination

ÁDomestic

Clients
ÁInsurers

ÁAssistance 
Companies

ÁNGOs / GOs

ÁEmployers

ÁAirlines

Providers
ÁMedical

ÁNon-Medical

24 / 7 / 365

Worldwide

Phase / 

Services / 

Focus
Post-TreatmentPayer

ÁClaims Adjudication

ÁFastTrack Payment 
System

ÁFirst Level 
Negotiations

ÁPrimary Network (PPO 
/ HMO) Access
/ Management

ÁOut-of-Network 
Solutions

ÁNegotiations

ÁDirect Contracting

ÁComplex Claims 
Management

ÁFWA triggers with AI
& ML support

ÁSubrogation

ÁDRG Reporting

ÁClaim Audits & 
Utilization Reviews

ÁUtilization 
Management

Á24 / 7 / 365 Multi-
lingual In-person
/ Virtual / Self-serve 
Assistance

ÁDirectional Care

ÁTelehealth / 
Telemedicine

ÁVisiting Physicians

ÁClinics

ÁHospitals

ÁFastTrack System

ÁConcierge Services

ÁMedical Second 
Opinion

ÁCentres of Excellence
in the USA & Europe

ÁIn-flight assistance

ÁConsulting
& Analytics

ÁPlan Design

ÁBPO Sales Support

ÁMember & Client 
Portals / Marketing
/ Fulfillment Support

ÁGeneral / EPN / 
Narrow / Centres of 
Excellence Network 
Development

ÁReal Time Reporting

ÁBI with Market 
Comparisons

ÁData Analytics with 
Annual & Quarterly 
Reviews

Treatment
Preventative 

Treatment

ÁBehavioral /
Mental Health

ÁMedical Case 
Management

ÁSpecialized Case 
Management

ÁNurse Consultation 
Services

ÁUpfront Negotiations

Á24 / 7 Provider 
Support

ÁMaternity 
Management

ÁWellness, Prevention 
and Mental Health

ÁChronic Condition 
Management

ÁPredictive Modeling

ÁCOVID Evaluation
& Education Tools

ÁPre-flight crew 
training

Pre-Treatment

Our current solution stacké



Ready when you are.

© Copyright 2025 Global Excel Management Inc. 

73 Queen Street, Sherbrooke (Quebec) Canada J1M 0C9  All rights reserved.
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BRAND PULL
Brand recognition and trust 

are key factors influencing 
customers purchasing

RISK & PRICING 
FOOTPRINT

Pricing appropriately for the 
desired customers and to 

secure the desired volume

PROPOSITION
STAND OUT
The quote results page is 
the shop window, 
appearances matter

PCW mechanics

THE SWEET SPOT
Bringing all components 
together is the recipe for 
success



Perspectives from

01. INCREASED DISCLOSURES
More than 35% of sales now declaring 
medical  Ṿ expect this to increase further 
with removal of gateway question

02. COST OF LIVING IMPACT? 04. RATE INFLATION 
ṾWINNERS & LOSERS?

03. MORE OR LESS STARS?
Defaqto  ratings - Non -med couples 
downgrading slightly by 0.1 star on 
average, medical family upgrading slightly 
by 0.1 star

Å Medical  premiums 
pretty flat ,  non -med 
taking the inflation hit

Å Couples under 35 
buying less policies, 
premiums up 8% 
although individual sales 
up with similar inflation

Å Backpackers return Ṿ 
double rate of growth vs YOY 
ẎǍʬǸɶǍȓǸẏ 

Å Surge in exotic / longer haul 
destinations  - Caribbean & 
Asia particularly

Å Closer to home destinations  
less attractive Ṿ Iceland &-1.50% -1.00% -0.50% -0.50% -1.00%

TRIP DURATION CHANGES YOY

6-8 Days

1-5 Days

13-15 Days

1 Year +

7-12 Mths

3-6 Mths

1-3 Mths

16-30 Days

9-12 Days
-0.00%

% PREMIMUM CHANGE YOY

United 
States

Greece

France

Turkey

0% 5% 10% 15% 20%

UK down c15%  with war 
impacting Israel, trips down 
75%



R
E

S
E

A
R

C
H

4 of top 5 from 2023 
still the top 5

B
R

A
N

D
S

D
E

S
T

IN
A

T
IO

N
P

R
IC

E

Top 5 destinations remain the same

Top five brands static

Customers still buying top 5 prices

80% buy  from top 5 position 
(up from 75% in 2023) 

90% buy from top 10 position
(up from 86% in 2023)

Source: gȺɐǩǍȺEǍʌǍẏɾ 2023 UK Insurance Consumer Survey

31.0%

69.2%

26.0%

51.0%

24.6%

43.3%

17.6%

47.1%

Motor Home Travel Pet

Proportion of UK consumers that visited and/or 
purchased an insurance policy through a PCW, 2023
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Some things stay (mostly) the sameƦ

Customers still use PCW as a research tool
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Increasing intensity from the regulator

Changing reference points for customers

Innovation starting to make an appearance

Changing customer expectations

ñʔɶȓǸ ɐȒ ẎfȡɅȒȺʔǸɅǪǸɶɾẏ ɐȒȒǸɶɾ Ǎ ɅǸʭ 
world of engagement with our target 
audienceCovid being forgotten?

Intense focus  - customer benefit to be 
proven over cost to comply

Some things (try to) changeƦ

More coming, with increasing use of AI 
& travel apps Ṿ customers expecting 
ɃɐɶǸṟ



Confidence steady ƛ holidays increasingly on agenda

Source: Two Ears One Mouth, n=200+ online interviews among a nationally representative sample.



Ripe for Innovation ïbut what? 

Matching customer needs to product benefits / usage

Moment of truth invisible from point of sale today



Sarah Lloyd
Commercial Director

s.lloyd@theidol.comSarah Lloyd
Commercial Director

theidol.com
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Navigating Risk: 
Insuring Personnel in Conflict & Crisis Zones

The Travel Insurance Industry Conference April 2025

www.hotspotcover.com



www.hotspotcover.com

Tailored Solutions

                                  

ñAll eventualities need to 

be accounted for. 

A one-size-fits-all approach 

doesnôt work all the time.ò

Global protection

ñTrue coverage isnôt just a 

documentðitôs about having 

the capability to act swiftly 

and effectively in a crisis, 

wherever you are.ò

Integrated response

ñEffective insurance requires 

coordinated communication 

between all parties, ensuring a 

swift and unified response in 

emergencies.ò



Legal & Operational Risks
ǒ It's illegal and risky to offer insurance that can't respond
ǒCredibility and crisis management experience are 

essential for effective response

www.hotspotcover.com

Duty of Care & Coverage Gaps
ǒFulfilling duty of care is crucial to protect people and avoid legal / 

reputational risks
ǒAddress gaps in coverage, including terrorism and kidnap & ransom (K&R)

Reputational & Risk Transfer
ǒMitigate reputational risks and ensure peace of 

mind by transferring risks to the insurer

Global Terrorism Preparedness
ǒTerrorism risk is everywhere, not just in conflict zones
ǒPolicies must be underwritten with local knowledge and 

ground assessments
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1

Catch your reader's eye by highlighting one of your main points in this space.

POLICY & COVERAGE  LIMITATIONS
ǒBlanket War & Terrorism Exclusions
ǒЮ˳̦̪ ˳̜̒̔Я ˴̝̦̤̖̤̒ ˽̞̥̟̘̚̚̚ ̣̈̒ ˗ 

Terrorism Coverage
ǒInsufficient Coverage Limits in 

High - Risk Areas
ǒFCDO- Related Exclusions Changing 

Coverage During Crises

INEFFECTIVE  RESPONSE

ǒOffering Coverage Without Local 
Response Capability
ǒAssuming Air Evacuation is 

Always Available
ǒUnresponsive Assistance Partners 

in Changing Environments

DUTY OF CARE & FINANCIAL 
PROTECTION

ǒDuty of Care Often 
Overlooked as Financial 
Protection

GAPS IN COMMUNICATION & 
MANAGEMENT

ǒLack of Direct Contact with Key 
Decision - Makers
ǒPoor Policy Management & 

Administration
www.hotspotcover.com

COMMON PITFALLS FOR INSURANCE POLICIES

2

3 4



It could be as simple as having the ability to pay a claim 
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CASE STUDY: MEDICAL EVACUATION, UKRAINE 

INCIDENT: A business traveler 
fell and broke his hip while on 
a work trip

SERVICES: Medical Evacuation 
Emergency Guarantee of 
Payment

SITUATION: While on a work 
trip in Kyiv, a business traveler 
fell and broke his hip. Shortly 
after his hospitalisation , the 
̧̥̣̖̝̖̣̒Я̤ ̡̖̞̝̠̪̖̣ ̠̟̥̥̖̔̒̔̕ 
the response provider for 
assistance



1
2
3
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LOOKING FORWARD:
WHERE WE THINK GLOBAL CHANGES WILL INFLUENCE THE TRAVEL INDUSTRY

4
5

Heightened focus on health & safety protocols

Increased need for adaptable, real - time travel solutions

Impact of climate change on travel patterns

Geopolitical tensions reshaping destination risks

Technology - driven personalisation  & risk mitigation



SUMMARY 

www.hotspotcover.com

ǒTravel insurance is critical for protecting against financial, medical, and life risks
ǒAlways review policy terms, conditions, and coverage limits carefully
ǒGlobal risks are evolving Э ensure policies adapt to emerging threats
ǒSpecialised , fit- for - purpose coverage is key in challenging environments





One Size Fits Nobody
Letôs Talk Inclusive Traveller Safetyר

Carolyn Pearson
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